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Dr. Abdul Rahman Al Awar
Director General of the Federal Authority
for Government Human Resources

We would like to put before your
hands another extraordinary issue
of HR Echo. The circumstances of
the Coved-19 pandemic, has swept
the world in early 2020, and seems
to have heavy impact, on our lives
and in various business sectors for
many years.

Instead of

An unexpected pandemic has
created great challenges for all
those interested and specialists in
the promotion and development
of human capital, worldwide. As
opposed to talking about the
Fourth Industrial Revolution, the
main concern is how to adapt
and overcome the crisis arises
due to Corona and its impact on
the  governments, institutions
and companies, and ways to get
them back on the tracks, as well
as preparations to face any similar
unexpected risks in the future.

| firmly believe that the pandemic
will continue to be at the forefront
of human resource conferences
and events for almost a decade.
In fact the experience deserves
to be studied, scrutinized and
documented, with all prior and
existing institutional practices and
responses, whether governmental
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Human Resources
and Fundamental
Transformations
Following Coved-19

or private, locally, regionally and
globally

Thereisnodoubtthat the experience
of the Federal Government of the
United Arab Emirates in particular
will be subject to the study and
attention of human resource
experts, in terms of the efficiency
in dealing with the crisis, seeking
business continuity and service
provision, and the good preparation
through the high technological
readiness during the recent years.

In this issue of HR Echo, we highlight
a range of issues and topics,
practical experiences, lessons drawn
from this critical phase, and future
insights on institutional work and
human capital development, in
collaboration with a number of
our global partners from academic
and human resource institutions,
to whom we extend our thanks for
their cooperation in the publication
of this magazine.

The issue file highlights a study
on the future of human resource
departments, their central role in
responding to phase requirements
and the formation of workforce,
preparation for future jobs and
avail itself of the technological
development and artificial

intelligence to the fullest, and the
effects of the latter on the nature of
jobs.

Other topics focused on future
human resource  trends  as
departments and task forces, the
stages of their development and
the impact of the pandemic on their
roles, to become strategic in the
design of programs and policies,
and ways to redesign the institution
to work quickly, flexibly and
gracefully post the pandemic. It also
included a study on remote work
and it opportunities and challenges,
which covered the Middle East and
North Africa.

In conclusion, we wish you the
progress and success of your
institutions, and that the whole
world will overcome this ordeal as
soon as possible.

Architects of Change

As businesses open and employees
return to the workplace, whether
fully or partially, they face an
environment greatly changed by
COVID-19. Even in parts of the world
where the infection rates are low,
anxiety around safety remains high.
Concerns about how we will all
work, thrive and succeed permeate
discussions around the reopening
trend.

While health and safety issues
remain paramount, the reopening
of businesses brings a host of
additional issues to the fore. Even
those fortunate enough to be
employed are wondering about how
their livelihoods will be changed.
How will offices open? How will day
to day work be changed? How will
strategies shift in the “new normal”?
How will competency requirements
change?

It falls to HR leaders to manage many
of the biggest questions facing
workers as they emerge from home
offices and return to their corporate
environments. Their work will revolve
around four primary categories:

+ Health and Safety: Naturally,
remaining physically safe from

the virus continues to be the
top priority. HR leaders will be
prominent creating new policies
and procedures to ensure health
and wellness - everything from
one-way entrances and exits to
cutting-edge technology such as
no-touch elevators and doors.

Managing the hybrid workplace:
During the initial crisis, virtually
all corporate work moved to
home offices. Now, some of
that workforce will return to
the traditional workplace while
others will continue to engage
from home. Crafting policies and
processes to manage this hybrid
workplace will be a key priority
for HR leaders.

Creating pandemic  metrics.
Reopening businesses is a sign
to many that the worst of the
crisis may be behind us. In
that eventuality, employees
who focused solely on the
survival of the
during the crisis period may
now turn their thoughts to

business

how their own careers have
been impacted. How will | be
evaluated during this year of
pandemic? How will the crisis

Laura Luelsdorf
Egon Zehnder

affect my compensation? My
career trajectory? These are all
questions employees will bring
to HR, looking for guidance.

. ESG: Environmental, social and
governance issues emerged as
important topics for employees
during the crisis and they remain
top of mind as many come
back to workplaces. Employees
want to know: did my company
behave ethically during this
turbulent time? Many of us were
shaken by the crisis and are
looking for greater purpose in
our work lives. HR leaders will be
key messengers of ESG efforts.

As the UAE reopens for business,
HR leaders will be part of both the
strategic and day-to-day efforts to
make the “new normal” successful. It
is a time of energy, enthusiasm and
collaboration. The human element
has never been higher on the priority
lists of top leadership. Therefore, HR
leaders need to be ready to embrace
their moment in the global recovery
and in chartering new territory on
the way to creating competitive
advantage through HR management
for their respective organizations.
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Future
of HR

Which path are you taking?

How HR organizations across the globe are shaping
a workforce and people function fit for the future

By Mark Spears & Robert Bolton
KPMG International Group
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The HR function is dealing with a range of questions: How can it prove its
relevance within its organization and bring strategic value? How can HR
design an employee experience that responds to evolving demands? And
how can it utilize technology to truly understand the needs and motivations
of employees?

A particularly striking finding from our Future of HR 2020 survey — in
which over 1,300 HR executives from across the globe participated — 3 in
5 HR leaders believe that the HR function will rapidly become irrelevant if
it doesn't modernize its approach to understanding and planning for the
future needs of the workforce. In short, organizations of all shapes and sizes
across the globe generally agree that the HR function will cease to exist in its
traditional form if it continues to operate or deliver in the same way.

CEOs are similarly concerned about irrelevance. Two-thirds of the
respondents to our 2019 Global CEO Outlook1 agree that, if they don't
adapt to the changing world, their business will become irrelevant. In such a
scenario, the ambitions of the HR function become moot. This is why KPMG
has invested heavily in a philosophy and approach designed to help our
clients become Connected Enterprises.2 These are organizations that not
only survive in a digitally disrupted world — they thrive.

They have eight common characteristics, such as experience centricity by
design, insight-driven strategies, digitally enabled technology architecture,
and an aligned and empowered workforce. The eight capabilities all work
together and are mutually reinforcing. It's no good just having some of
them. All eight create a revenue- and profit-driving “whole” that is greater
than the sum of the parts and sets them apart from their competitors.

Our Future of HR survey reveals a very similar dynamic for a small subset
of our global respondents. We have called this grouping Pathfinding
HR organizations (approximately 10 percent of the survey sample). This
confident group of HR executives are simultaneously focusing on four
discrete capabilities to chart their course to the future in a disrupted world:
shaping the workforce of the future, nurturing a purpose-driven culture,
designing a “consumer grade” employee experience, and all through the use
of evidence-based insights.

We recommend the report to anyone interested in the latest thinking from
HR leadership around the globe about how the HR function is evolving and
how they are reshaping their own future and those of their workforces.

When we reviewed the first output of data from this year’s survey, we were
excited to see what we would find, as, indeed, we are every year. This year,
at first glance, seemed to be a continuation of trends and themes that we
have observed over the last three years, particularly the way in which the
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HR function seems to be dividing into various groupings. At one end are
those that are fundamentally changing their focus and priorities in order to
take on the challenges resulting from digital disruption; on the other, those
preferring to stick with the “tried and true.” But we quickly realized that, this
year, the data has crystallized into something more definitive.

No matter where they’re based, there is little doubt that HR functions are
experiencing at least some level of adversity as they navigate through
today’s complex, ever-changing world. What is particularly interesting is how
different HR groups are choosing to address these challenges. As Mark Spears
mentions in the Foreword, we found that Pathfinding HR organizations
seem to show a pattern of addressing four discrete areas of priority and
actions in this respect. These HR executives seem to be universally confident
in the strategic value their HR functions provide to their organizations. Their
attitude epitomizes US founding father Benjamin Franklin’s famous saying,
“When you're finished changing, you're finished.”

When we reviewed the first output of data from this year’s survey, we were
excited to see what we would find, as, indeed, we are every year. This year,
at first glance, seemed to be a continuation of trends and themes that we
have observed over the last three years, particularly the way in which the
HR function seems to be dividing into various groupings. At one end are
those that are fundamentally changing their focus and priorities in order to
take on the challenges resulting from digital disruption; on the other, those
preferring to stick with the “tried and true.” But we quickly realized that, this
year, the data has crystallized into something more definitive.

No matter where they’re based, there is little doubt that HR functions are
experiencing at least some level of adversity as they navigate through
today’s complex, ever-changing world. What is particularly interesting is how
different HR groups are choosing to address these challenges. As Mark Spears
mentions in the Foreword, we found that Pathfinding HR organizations
seem to show a pattern of addressing four discrete areas of priority and
actions in this respect. These HR executives seem to be universally confident
in the strategic value their HR functions provide to their organizations. Their
attitude epitomizes US founding father Benjamin Franklin’s famous saying,
“When you're finished changing, you're finished.”

What are Pathfinding HR functions focusing on?

1 Shaping the workforce for the future: They recognize that existing
workforce structures are being disrupted by new technology and
business models, and they are seizing the opportunity to reshape the
workforce and gain the full benefits of humans and machines working
together.
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2 Shaping a purpose-led culture: They understand that HR plays a vital
role in shaping and maintaining a culture aligned with their business

strategies and higher-level purpose.

3 Shaping the employee experience: They utilize techniques
underpinned by design thinking to address the “moments that matter”
to employees and understand that this mirrors the same core principles
needed for customer centricity and experience design.

4 Shaping decisions about people and the workforce by using insights
from data: They maximize the power of data science to generate
predictive and actionable insights for the whole organization, and they
are investing accordingly.

Any one of these things may not be unique and certainly not a defense
against digital and economic disruption. What is unique is how they seem to
work together for Pathfinding HR organizations — the four characteristics,
in our view, mutually reinforce each other and are connected. This group
is tackling them all, and we believe, this has an incredibly powerful and
amplifying effect. How?

What we mean is, for example, one could argue that experience design
without analytical insight could lead to self-indulgence.

Workforce shaping and analytical insight without a purpose-driven culture
may become an exercise in dehumanizing scientific management. Workforce
shaping without analytical insight may lead to a continuation of the current
workforce structures and an inability to see the “disruption iceberg” that is
dead ahead.
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Within this summary, we explore how these Pathfinding HR organizations
are addressing their challenges and areas of focus and give our perspectives
on why we feel they are charting a course toward a genuinely value-driving
and connecting role in their organizations — shaping a workforce and
people function fit for the future.

Which path are you on?

Pathfinding HR are the circa 10 percent of functions that our research
suggests are value drivers in their organization and who have purposefully
built capability in all four areas identified in this report in order to shape and
prepare their workforce for the future.

There are other “types” of HR functions uncovered in analysis. Broadly, these
fall into two categories as we read the results:

Searching HR are those functions who are building capability in mainly one
or two of the capabilities in our report.

They make up about 80 percent of our sample, and chiefly, it is experience
design followed by culture that are their prominent areas of focus. This, of
course, begs the question: how are they preparing for digital disruption and
building, with evidence, their workforce of the future?

Disconnected HR are those who seem not to seek a strategic role for their
function. They are administrative in nature and do not focus on any of the
four identified capabilities. This may be appropriate in their organizational
context, but we do not see this as a viable future for HR or a way to remain
relevant.

Key findings
Shaping the workforce is HR’s defining challenge

— Over half (56 percent) of HR respondents agree that preparing the
workforce for Artificial Intelligence (Al) and related technologies will be
the biggest challenge for the HR function.

— Three-quarters (76 percent) of Pathfinding HR organizations agree that
HR needs actively to challenge the future workforce composition (who
to buy, build, borrow, bot) in order to meet the future needs of their
organizations.
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— To manage the impact of Al (and related technologies) on the workforce,
2 in 3 (66 percent) HR executives are prioritizing upskilling of the
workforce. For Pathfinding functions, it's even higher — close to 3 in 4
(74 percent).

Passing the “culture test”

— 61 percent of all respondents are in the process of changing their
organization’s culture to align with their organization’s purpose.

— Pathfinding HR organizations were 6x more likely to “strongly agree” that
they have a strategy in place to continuously monitor and maintain the
right culture for their organizations.

— 71 percent of Pathfinding HR organizations “strongly agree” that their
organization is playing a vital role in establishing the right culture, and
5x more “strongly agree” that they have dedicated roles in HR that focus
on purpose and culture.

Employees in the driving seat: The importance of
employee experience by design

— 95 percent of respondents are prioritizing employee experience (EX) as a
focus area, and Pathfinding HR organizations were almost 3x more likely
to “strongly agree” that employee experience is a strategic priority for
the entire organization.

— 75 percent of Pathfinding HR organizations have a strategy in place to
design an EX that mirrors and supports the customer experience.

— Almost half (46 percent) of Pathfinding HR organizations identify design
thinking as a top skill required by the HR function to add value to their
organizations. This capability is used in the context of experience design
efforts to address the “moments that matter” to different types of
workers.

Breaking the cycle: How Pathfinding HR functions are
cracking the data code through workforce insight

— 40 percent of all respondents identify enhancing analytics capabilities as
among the top three reasons for their organizations’ investment in HR
technology. Pathfinding HR organizations highlighted HR analytics and
HR automation (via Robotic Process Automation, or RPA) as their top two
technology investment areas.
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— Almost half (45 percent) of Pathfinding HR organizations ranked data
modeler/scientist within their top three roles to invest in within the next
2-3 years; they are almost twice as likely to invest in this role compared
to their peers.

— Pathfinding HR organizations are already investing in HR analytics and
RPA, and 35 percent plan to experiment with new technologies like Al
within 2-3 years.

Workforce shaping
is HR’s defining challenge

First, what do we mean by “workforce shaping?”

— It's taking a scenario-based approach to defining the required workforce
in 5-8 years’ time.

— It's understanding how digital disruption and Al will change the overall
shape, size, composition, and skills in the workforce and how humans
and machines will work together to drive business value and a high-
performing workforce.

The impact of the Fourth Industrial Revolution — the term used to describe
the convergence of Al, RPA, Machine Learning (ML), and cognitive platforms
— is forcing teams to shape their workforces to consist of all worker
types, including permanent, gig, contingent, and machine. To use the 4Bs
vernacular: buy, build, borrow, and bot.

This Fourth Industrial Revolution has irreversibly altered the genetic make-
up of the modern workforce. Indeed, the Big Innovation Centre estimated
that 65 percent of our jobs will not exist or will be done in totally new ways
within 10 years.3 Three in five HR executives from our survey agree, as they
did last year, that Al will eliminate more jobs than it creates. Yet, the 2019
Global CEO Outlook, in contrast, confirmed again that CEOs continue to be
more optimistic on the matter, with close to 70 percent expressing that Al
will create more jobs than it eliminates. Regardless of what might happen,
we must prepare for it, one way or another.

Over half (56 percent) of the respondents to our HR survey agree that
preparing the workforce for Al and related technologies will be the biggest
challenge for their function. And while most (87 percent) are prioritizing
efforts around how to identify the future workforce composition (the 4Bs)
HR leaders still seem uncertain about the best approach to do that. Some
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organizations have started replacing the debatable certainties of supply
and demand forecasting of traditional workforce planning withworkforce
shaping to deal with the impacts of automation and Al.

Eugenio Soria, Vice President of HR at Siemens Mexico and Central America
— a multinational conglomerate and the largest industrial manufacturing
company in Europe — is experiencing this first-hand in his organization:
“We are implementing more and more automation in our administrative
processes. We are at a very early stage, yet this is gaining momentum. |
envision that, during the next five years, we will see a really big jump in the
number of tasks that will be automated, and we need to be prepared for this
shift.”

Did you know?

We found that respondents that expect their organizations to increase their
reliance on contingent, temporary, and gig workers by 6-10 percent over
the next 2-3 years are more likely to experience increased revenue growth
year over year than those increasing reliance differently, in either direction.

Figure 1: Preparing the workforce for Al is HR’s biggest challenge.
haree
Neutral

Disagree

Note: Numbers may not add up to 100 percent due to rounding

Committing to workforce shaping

The importance of using workforce shaping to break down and rethink
traditional roles is largely understood by HR functions across the globe.
For example, Kristie Keast, Chief People Officer at steel-maker BlueScope,
confirms that the transformation is in full swing within her business and
that it is a normal outcome of constantly challenging the status quo to
do things better. “We are currently grappling with what the industrial
revolution 4.0 means in terms of the displacement of the workforce, and the
workforce planning we need to implement around this,” she says. “While
the automation of processes such as crane machinery within BlueScope has
given us the opportunity to bring down costs and improve productivity, we
do need to take into account the potential for the displacement of workforce
or jobs. Workforce shaping is central to this aim, in order to accommodate
new roles that might become apparent, and enabling employees to move
seamlessly between vocations wherever possible,” says Keast.
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To meet the future needs of their organizations, HR needs to actively
challenge who — or what — carries out the majority of traditional tasks.
Ninety percent of Pathfinding HR organizations cite that identifying the
future workforce composition is a strategic priority, and approximately 80
percent believe they are largely prepared to do so. However, over half of their
counterparts report they are either not particularly, or not at all, prepared.
“Workforce shaping is not a case of doing traditional workforce planning
harder and faster. In fact, workforce planning still has a role to play in many
organizations. But from discussions with clients who are at the forefront of
digital disruption, we find that workforce shaping should generally come
first. It frames the more operational decisions and creates the context for
action. It is, many clients argue, a new discipline for HR,” elaborates Paul
Lipinski, Principal and Head of Human Capital Advisory at KPMG in the US.

Where does upskilling fitinto the equation? And how
much?

When we undertook a workforce shaping engagement at a global insurance
company, it became clear that the quality of the outcomes was dependent
on understanding a range of strategic choices with which the business was
confronted. These choices had unique implications for not only the shape
and size of the workforce but also the skills that would be required to execute
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successfully. One scenario, for example, emphasized digital and design
thinking skills, but another emphasized supply chain and strategic supplier
management skills. Alongside the need to understand fully the make-up
and size of the future workforce, there’s a critical need to understand how
to upskill the current workforce (and how much of it) to meet those future
needs.

Quick case study

A workforce shaping analysis enabled a global UK bank to identify that it
needed to change its ratio of employees- to-contingent workers from 60:40
to 40:60, followed by a workforce reduction by 30 percent by the middle of
the next decade. The key reasons are the evolving structure of the financial
services industry and its impact on the value chain.

Figure 2: Most HR functions are not prepared to identify the future workforce
composition.

Prepared %80
%44

Not prepared %21
%56

Counterparts [l Pathfinding HR [}
Note: Numbers may not add up to 100 percent due to rounding
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Marta Machicot, Chief People Officer at Telefonica, one of the largest
telephone operators and mobile network providers in the world, discusses
the need for upskilling at her organization. “We are moving from a traditional
demographic approach to workforce planning to skill-based workforce
planning,” she says. “At Telefonica, we are committed to our people’s growth
and development. As our business has evolved from a traditional telco to a
digital business, we have identified the need for new skills around big data,
artificial intelligence, and cybersecurity, among others, to accommodate the
changes taking place in the business around the workforce. We are working
onmassivereskilling programs as the answer to this challenge.” HR executives
generally identify with the significant need to reskill the workforce. Two in
three are prioritizing upskilling of the workforce to manage the impact of Al
on the workforce, with 77 percent planning to upskill 1-30

percent of their workforce in digital capabilities over the next 2-3 years.
CEOs seem to have a more aggressive agenda. According to the 2019 Global
CEO Outlook, 44 percent of CEOs across major markets plan to upskill more
than half of their workforces in new digital capabilities (such as advanced
data visualization, ability to code, etc.) over the next three years (yet only 11
percent of HR executives plan to upskill that much of the workforce).

So, what's the verdict? Is there a magic number? While this is debatable and
links back to the need to do proper workforce shaping, through our analysis,
we found a very strong correlation between increased revenue over the
last fiscal year and plans to upskill 11-30 percent of the current workforce
in new digital capabilities during the next 2-3 years. Organizations in
this range are more likely to report increased revenue growth year over
year than those upskilling a different proportion. While we estimate that,
ultimately, the entire workforce will likely require some level of upskilling
over the next several years, what this finding tells us is that companies with
reported revenue growth are taking a well-thought-out and agile approach
to upskilling.

Any time upskilling occurs, a natural decline in performance follows, owing
to the learning curve of adapting to the new work environment. Upskilling
too many resources at one time may intensify the performance decline and,
therefore, negatively impact revenue growth.
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Interestingly, when our 2019 Global CEO Outlook asked about
investment priority as it relates to upskilling, 68 percent of CEOs
are still prioritizing investment in new technology versus 32
percent in workforce upskilling. If CEOs are to deliver on their
desired (and aggressive) upskilling strategies, they need to provide
the appropriate resources and funding for the learning and
development of their workforces. What is clear is that CHROs and
CEOs need to be connected and aligned on the workforce shaping
agenda and strategies to support that agenda. Carlos Moran,
SVP of Human Resources and Organization at Cepsa, a Spanish
multinational oil and gas company, couldn’t agree more about the
importance of C-suite engagement: “Strategy alone is not going

to cause any change or transformation within an organization,” he

says. “Resources and efforts made to deploy an HR strategy will be
Figure 3: HR vs CEOs on upskilling need of majority of workforce. useless if leadership is disengaged.”

Jacqueline Welch, CHRO and Chief Diversity Officer (CDO) at Freddie

~ Mac (Federal Home Loan Mortgage Corporation), a government-
sponsored enterprise in the secondary mortgage industry, explains
CEOs %44 HR %11 her organization’s positive experience of reshaping the workforce.

“At Freddie Mac, a lot of the work taking place in the modeling
environment is being supplemented by machine learning. So, rather
than an individual cross-checking someone’s work, you now have
Upskilling over 51% Upskilling over 51% machine capability that can do that.” She adds, “We have not yet
of the workforce of the workforce experienced what most people are concerned about, which is the

+30-point differential idea of wholesale jobs being eliminated. What we are experiencing

Quick case study

Take the world of healthcare. According to Mark Britnell, Global Chairman,
Healthcare, Government, and Infrastructure, KPMG International,4 health
sector workers will need different skills within redefined roles that relate
to each other in diverse new ways. For example, pharmacists may operate
wellness centers, treatment and consultation will move to virtual interaction
supported by Al, and care pathways will be completely redesigned via
cognitive Al augmentation.

What does this all mean for future skills requirements in health? In a world
with new clinical pathways, Al enablement, and evolving roles, diverse —
and diversified — new skills will be in demand. We also suspect that there
will be a greater need for generalists and traveling community workers,
supported by cognitive assistance, Al, and robotics.
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is minute tasks, specific tasks, being augmented by machine learning and
other technological capabilities.”

Five ways Pathfinding HR organizations are shaping
the workforce of the future:

1 Devoting time and resources to workforce shaping as an entirely new
discipline capable of responding to continuing disruption. The world of
work is changing and requires a new mindset and actions. Pathfinding
HR organizations are investing heavily in workforce shaping roles and
believe this is one of the skills/capabilities needed by the HR function.

2 Understanding that, although they may still require strategic workforce
planning in some capacity, workforce shaping starts from future business
scenarios and then “works back.” Traditional workforce planning starts
with the existing workforce and moves forward in time. This tends to
anchor the outcomes and “answers” in the present model of work, and
misses the enormous levels of disruption and potential productivity
gains driven by Al.

3 Focusing on upskilling the workforce and ensuring they have the right
capabilities to work in the future-state environment. Upskilling goes
hand in hand with workforce shaping, and the scale of learning and
development effort should not be underestimated.

4 Maximizing the success of workforce shaping through collaboration
with C-suite leadership, as they should be the ultimate owners of the
outcomes and the actions arising.

5 Establishing regular refreshes of workforce shaping scenarios through
considering what the organization and workforce could look like and
could be capable of achieving in the future.

Passing the “culture test”

If “culture trumps strategy every time,” who is holding
thewinning hand?

“The conversation around culture is intensifying as senior leaders understand
the need for culture change to drive business performance,” explains Kate
Holt, Partner, KPMG in the UK.

Culture can be described as the underlying behaviors and beliefs that define

how work gets done. And a purpose-driven culture aligns this work with
the organization’s higher-level purpose. According to our research, over 61
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percent of HR executives globally are currently in the process of changing
their organizations’ culture to align with their organizations’ purpose. This
could also explain why, for what seems to be the first time, culture has risen
to the top of the C-suite agenda (per 2019 Global CEO Outlook).

“We know that people are our greatest asset, and our culture and values
foster an environment that inspires them to innovate and deliver the very
best for our clients,” says Darren H. Burton, Vice Chair, Human Resources,
KPMG LLP, US.

We are all striving toward the “perfect culture”

Says Siemens’ Soria, “The ‘right’ culture allows all of those who are a part of
an organization to unleash their whole potential towards the common goal
of the business.”

Eighty-four percent of CEOs1 express wanting a culture where failure in
pursuit of innovation is tolerated (only 56 percent confirmed that this
culture is in place within their organizations). When we asked the same
question of HR executives, the results came out a little different. Sixty
percent believe their leadership want to support an innovative culture,
but only 31 percent report their leaders are actively following through and
doing what they say they would when it comes to culture. This conundrum
seems to support the all-too-common disconnect between the words and

actions of organizational leadership in many organizations. But, consider the
Pathfinding HR functions. Close to 90 percent believe that their CEOs want
their employees to feel
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Figure 4: HR teams are focusing on aligning their culture with their
organization's higher-level purpose.

Agree
Neutral %18
Disagree %20

Note: Numbers may not add up to 100 percent due to rounding

empowered to innovate without worrying about negative consequences if
the initiative fails. Close to 6 in 10 also believe that their leaders appropriately
model the behaviors of the organization’s desired culture.

While an overtly innovative culture is not right for every organization, the
concept of innovation and its characteristics — such as adequate funding
for new ideas, stretch goals, design thinking, trust, autonomy, etc. — seem
to have some bearing on the “right” culture recipe. Another key ingredient
seems to be leadership, as there is an integral connection between the right
culture and leadership’s modeling of it.

But who owns the culture agenda? And who guards
it?

Over two-thirds of respondents to our HR survey believe HR plays a vital
role in establishing the right culture. That was an encouraging sign to Kate
Holt, KPMG in the UK, who says, “While the business must own defining
the organizational culture they want, HR is the key driver and influencer in
making culture change stick.”

One differentiating characteristic of Pathfinding HR organizations is their
perceived level of ownership in driving culture change: 71 percent “strongly
agree” that their HR function is playing a vital role in establishing the
right culture, compared to only 15 percent of their counterparts. “Culture
is a living, breathing organism. HR should endeavor to position itself as a
thought leader, a guardian of and enabler

of culture,” explains Freddie Mac’s Welch. She elaborates, “Here at Freddie
Mac, we use tools such as our intranet platform to democratize who owns
the culture. We also look to ensure that inclusion and diversity are part and
parcel of how we do business. These kinds of questions should never be
owned by a critical few — they should always be democratized.”
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When it comes to monitoring and maintaining the right culture for their
organizations, Pathfinding HR organizations are also 6x more likely than
the rest of the respondents to “strongly agree” that they have a strategy in
place to monitor and maintain their cultures. Not surprisingly, they are also
5x more likely to have dedicated roles in HR that focus solely on purpose and
culture.

“An empowered team, focused on culture, can accelerate culture change
and allows the team to influence on a broader scale, working across
organizational lines and levels ,” explains Claudia Saran, Chief Culture
Officer, KPMG LLP, US. She adds, “Our stakeholders have varying strategies
and priorities. We need to ‘talk culture’ in terms of how culture change will
help them attain those strategies and priorities.”

Figure 5: HR plays a vital role in establishing the “right” culture.

Agree

Disagree

Neither agree
nor disagree

Pathfinding HR [l Counterparts [l

Note: Numbers may not add up to 100 percent due to rounding

A strong correlation also exists between dedicated culture roles and
confidence in attracting talent. Approximately 70 percent of respondents
with dedicated purpose and culture roles embedded within HR are also seen
to be more confident in their ability to attract the right talent to meet their
companies’ growth objectives.

Yet the ownership of the culture agenda is somehow left undecided. The
bigger question may be: “How do we actually evolve to the “right” culture?
Changing to the right culture means altering the way the organization lives
and breathes, as Jacqueline Welch from Freddie Mac eloquently describes
previously. Mike DiClaudio, Principal, KPMG in the US, adds: “Culture shapes
the way workers make decisions, do their work, and interact with colleagues,
clients, and customers. Evolving culture starts with understanding the
organizational purpose and then driving behavior change to match that
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purpose. This can only be truly effective when the C-suite takes accountability
for shaping and nurturing the culture while leveraging HR as a shepherd,
facilitating and driving that culture change.”

Five ways Pathfinding HR organizations are passing
the “culture test”:

1 Identifying the right team to drive both the initial culture change and
long-term sustainment; establishing dedicated culture change roles
(they may not be housed within the HR function). These dedicated
resources have the power to influence and create alignment across the
business.

2 Understanding the current culture state and the areas requiring a shift
and gaining clarity on the desired future state, including the business
objectives the new culture will influence.

3 HR has many root-cause levers of influence that it can use to nudge and
shape behaviors. But this has to be done in an orchestrated way. A culture
that emphasizes team-based innovation but only uses individual-based
performance and reward management is sending mixed messages to
employees. Nudging behaviors is an exercise in systems thinking, and
those seeking to enable culture must be skilled in identifying systemic
interventions. The key is to pull these levers to configure patterns of
behaviors in a joined-up way, including identifying the key influencers
and defining who gets rewarded and promoted, which skills and
capabilities are built, how teams are built, who becomes a leader, and
how employee experiences are designed to emphasize priority values
such as customer centricity and diversity and inclusion. And, as with
anything that is systemic, thinking abou and planning for unintended
consequences.
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Understanding that culture is specific, it is nuanced, and there is no
one “right” culture for every organization. For example, a culture of
regulatory compliance might be very relevant for some, but a culture
of digital might be highly relevant for others. “Cultures of...” are not
mutually exclusive. But they do require priority and focus when new
patterns of behavior are sought in an organization.

5 As Mike DiClaudio mentions previously, shaping culture is a C-suite
challenge. This is why having someone on the executive committee with
a culture brief can be helpful, as long as the rest of the board accepts that
it is their task to raise the culture implications of decisions in the spirit of
a constructive challenge. Such a role does not remove the leadership’s
accountability for shaping culture, but such a role means that, as one
client described: “I am not always racing to catch up with the culture
implications of executive committee decisions.”

Employees in the driving seat: The importance of
employee experience by design

What do we mean by “employee experience by
design”?

— It's about taking a purposeful, organization-wide approach to employee
experience design, not just a function-by-function approach with the
aim to create a “consumer-grade,” simple, and engaging experience for
employees.

— There are different types of experience: the digital experience, which
deals with the technology employees use to get their tasks completed;
the social experience, the sense of collaboration and community; and the
environmental experience, such as the design of the physical workplace.
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— Simply put, employee experience can’t be considered without looking at

the work that a person does, the tools they are provided with, and the
environment they are surrounded by.

Generations now entering the workplace expect a consumer-grade
experience at work. We know through research by KPMG on Connected
Enterprise that employee experience can directly influence customer
experience and centricity. It's about “walking the customer talk.” Aligning
employee experience and customer experience strategy can lead toincreased
business profitability. Organizations that invest in employee experience
have more than 4x the average profit, more than 2x the average revenue5,
and higher engagement levels lead to the organizations outperforming their
peers by 147 percent in earnings per share.

The employee as customer

HR executives are ranking employee experience design among their top
three current initiatives and continuing over the next 2-3 years. Ninety-three
percent of Pathfinding HR organizations believe that employee experience
design is a strategic priority for the entire organization (and 64 percent of
their counterparts). It's on everyone’s agenda.

In many labor markets, demand for specialized skills exceeds supply. And
with record low unemployment rates in many countries, workers have
greater leverage than ever before. They want meaningful, rewarding work,
on-demand customer service, simplified transactions, and instant access to
information. “It's a ‘buyers’ market’ in many industries. Organizations need
to be deliberate about the design of their employee experience if they are
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to attract and retain the most talented. There’s certainly no shortage of
statistics around this concept,” states Jane Gunn, Partner and Head of People
& Change at KPMG Australia.

Consequently, talent retention has become one of HR’s biggest challenges.
While HR executives feel largely confident in their ability to attract talent
(66 percent) and develop talent (62 percent), half admit to only being
“somewhat confident” when it comes to holding onto their top talent. Only
16 percent of the entire population surveyed report being confident across
all three areas — attract, retain, and develop.

The growth of Enterprise Service Management

We are also seeing a rise in investment and prioritization of Enterprise Service
Management (ESM) to better support the employee experience. When asked
about the primary reasons for the recent investment in HR technology, 36
percent of Pathfinder organizations ranked ESM technology within their
top three recent HR technology investment areas (20 percent for their
counterparts), and 77 percent reported being satisfied with that investment.

Pathfinder organizations are seeking to design the employee experience in
a holistic, end-to-end, and connected way, and want to leverage technology
to address the “moments that matter” within an employee’s journey. We are
used to seeing separate functions invest in service management technology
solutions such as from ServiceNow. These help to define a process for finding
knowledge through portals and raise cases for resolution such as through
an HR service center. What is clearly now emerging is the use of portals,
workflow, process design, voice and chat bots, case management, “in-the-
moment” prompts, and Al to be configured as a horizontal integration layer
for all types of experience— to address employee moments that matter,
regardless of function.

The US Bureau of Labor Statistics7 recently reported that over 3 million US
workers voluntarily quit their jobs every month. Consider the onboarding
experience. Studies have shown that employees who experienced a negative
onboarding experience were 2x more likely to switch jobs in the near future.8
On average, the new employee has to complete over 50 activities within
their onboarding lifecycle.9 One client described the fact that the new

employee has to act as “the integrator” for tasks to be done, not the HCM
system, not the process configuration, and not the HR function or the line
manager. This is not ideal from an employee experience perspective.

Uniquely, Pathfinding HR organizations are generally confident in their
ability to attract (87 percent), retain (85 percent), and develop (93 percent)
top talent — with 72 percent of this population reporting feeling confident
across all three areas. We suspect that Pathfinding HR organizations have
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really grasped that, in order to create a positive customer experience, the
employee experience must be equally on point. Seventy-five percent report
they have a strategy in place where employee experience mirrors the
customer experience they aim to deliver.

Figure 6: When it comes to Talent Management, HR is least confident in
retention.
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Such an approach has been central to Telefonica’s drive to improve its
employee experience. “When designing our employee experience, we work
very close to our customer experience team. By using the same approach and
methodology used for designing customer experience, we are positioning
the employee experience as an active driver not only of our people and
business strategy but of our day-by-day product and services design,” says
Telefonica’s Machicot.

HR and design thinking

The need for a frictionless, connected employee experience (EX) and
customer experience (CX) is increasingly driving HR organizations to focus on
the capability of design thinking, a human-centric, structured, and creative
approach to problem solving. Thirty-eight percent of HR executives cited
design thinking within the top three skills required by the HR function to add
value to their organizations. HR recognizes that, through a design thinking
mentality, they are better equipped to design a wholesome and connected
employee experience by understanding how to create the “moments
that matter” throughout the employee lifecycle. Clients also report that a
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Pathfinding HR %87

design thinking capability helps them configure an overall employee value
proposition (EVP). And this, of course, is a high priority in creating an offer
to existing and prospective employees that must then be followed through
with the “lived experience.”

A large part of design thinking is also about empathy, i.e., understanding
employees from multiple perspectives. We have seen first-hand that, by
adopting a more human-centric mindset, design thinking can lead to a more
satisfied, efficient workplace wherein employees have access to the required
resources, possess the right mindset, function within the right culture, and
are able to give their best to the organization. This, in turn, could lead to
improved employee retention and engagement.

Alastair Cooper, Head of People Strategy and Transformation at Arm Holdings
— the largest tech company in Britain — confirms their focus on EX and EVP.
He explains, “It's hard to compete with the biggest tech companies on pay
alone so you have to look at how you can differentiate yourself through your
Employee Value Proposition. For us at Arm, that tends to be thinking about
how we treat people, and the kind of experiences we can give them. We
think about employees as individuals, rather than resources. It's a stressful,
demanding industry, but we treat you differently and try to understand you
as a whole person with a life outside the office.”

Figure 7: Design thinking is ranked among top skills required by the HR

function.
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Quick case study

We have seen the need for design thinking skills significantly pick up for
member firm HR clients. For instance, one of the world’s largest chemical
manufacturers recently redesigned its entire HR organization to improve
the way it delivers value and to create a best- in-class employee experience
to attract and retain high performers, improve customer satisfaction, and
accelerate business growth.

One of the key activities — and game changers — of this transformation
started with extensive design thinking workshops with hundreds of
participants from around the world.

Measuring the employee experience

“Having in place digital monitoring technologies enables HR teams to have
a 360-degree view of the employee experience,” says Susan LaMonica,
CHRO, Citizen's Financial Group. “We have spent quite a bit of time in terms
of investing in listening posts. As an example, we use a formal survey tool
that measures organizational health. This provides us with a lot of insights
in terms of whether we're effectively moving the needle on the culture. We
also have more in-the-moment listening posts that we use selectively across
the organization, so that we can get more of a real-time, day-to-day, week-
to-week feel for how things are progressing.”

When it comes to understanding the drivers of employee engagement and
employee experience pain points, the predominant measures among survey
respondents continue to be traditional engagement surveys (65 percent),
with a move toward pulse surveys (52 percent) and quantitative analysis of
workforce data (such as retention rates) (50 percent) over the next 2-3 years.

And while our survey found that a comparatively small percentage of
respondents rank advanced approaches — such as quantitative analysis of
nontraditional data beyond the HR system, journey-mapping, sentiment
analysis of social media activity, or wearable devices — as their primary
methods, we do expect this number to increase, particularly in Pathfinding
HR organizations. Pathfinding HR today are more focused on in-person
interactions (focus groups and town halls) and quantitative analysis of
workforce data to measure EX, and we are seeing an increase in applying
more advanced methods over the next 2-3 years.

At Freddie Mac, such changes have already begun. Says CHRO and CDO
Jacqueline Welch, “Over the past year, we have been focusing on our
listening strategy. We've moved away from the annual survey, and instead
we use a tool to crowdsource responses and reactions to changes we're
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Pulse surveys

Traditional employee
engagement surveys

Quantitative analysis of
workforce data (e.g., retention
rates)

In-person interaction (focus
groups, town halls, etc.)

contemplating. What has become evident is, once we get that information
from our employees, they demonstrably respond. Not only do they hear us,
but they did something with what we said.”

Five ways PathfindingHR organizations are redefining

Figure 8: Pathfinding HR are modernizing ways to measure EX.
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the EX:

1 Recognizing the role HR can play in clarifying and designing a unified EX/
CX, including learning lessons from the customer organization on how
to understand and design for the real-life experiences of all worker types.

N

Understanding that EX is not the same for all. Experience design
extends across the total workforce, not just directly employed people.
The growing gig economy means that employees are just one type of
user, as a company’s talent also includes consultants, contractors, and
other contingent workers who range in age from their 20s to their 80s.
All these workers need to feel connected to the platform — with a
shared experience that meets their expectations and aligns with their
motivations.

w

Understanding that EX is composed of more than just the digital
experience.ltembraces environmental, social,and leadership dimensions.
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4 Building a design thinking capability into the HR function. Doing so
enables the HR function to explore employee expectations, personalize
experiences, and unearth and positively expand upon the drivers that
motivate employees to engage — the true return on investment.

5 Taking the lead in defining the requirements for the overall EX design,
regardless of which function owns a stage in the process.

Breaking the cycle: How HR functions are cracking
the data code through workforce insights

What do we mean by workforce insights?

— Using data from different sources to address business challenges relating
to the workforce, including forestalling unwanted attrition, boosting
productivity, enabling teams to “jump their performance” to the upper
quartile, understanding trends and emerging issues in workforce
sentiment, etc.

— Generating insights about what may happen as well as the actions needed
to address emerging and predicted issues.

— Technology enables this activity but is unlikely to be based solely on out-
of-the-box Human Capital Management (HCM) system capabilities. Other
attributes are also needed, including: evidence-based decision making
within HR, storytelling leveraging insights, and driving a narrative in the
organization that turns the insight into action. It's also about thinking
purposefully about who gets to see what information and designing the
decision-making protocols for leaders.

The power of data

“In the absence of an explicit model of how it brings value, HR has often
rushed to the latest fads and fashions (i.e., the ‘war for talent’ or 9-box talent
grids) and has limited itself by doing so. The way to break out of this vicious
cycle is to bring predictive insight and evidence to the people issues of an
organization,” says KPMG's Bolton. “It's time to understand the business in a
more scientifically sophisticated way — one that enables HR to operate as an
equal member of the leadership team and to bring as much evidence about
what will happen as the chief marketing and finance officers.”

Fifty-six percent of Pathfinding HR organizations (and 38 percent of the
rest) identified enhancing analytics capabilities as among the top three
reasons for their investment in HR technology. Similar to EX, analytics is on
the agenda of most HR leaders today. Pathfinder HR organizations plan to
invest specifically in HR technology that enhances HR analytics and allows
for further HR automation (such as RPA) over the next two to three years.
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Sixty percent also agree that embracing these new technologies will require
a significant change to roles within HR.

As a result of the investments, they are zeroing in on the importance
of needing dedicated, skilled analytics resources, either within HR or at
least dedicated to HR. Almost half ranked data modeler/scientist within
their top three roles to invest in within the next 2-3 years. Pathfinding HR
organizations are almost twice as likely to invest in this role compared with
their peers.

When it comes to analytics, from what we have seen first-hand, there is
often a misperception about implementing cloud/HCM technology and the
ability to quickly and accurately leverage the analytical insight derived from
those systems. A multinational utilities company described the challenge
and opportunity of analytical insight as follows: “It's not enough to simply
move one’s system of record to the cloud. The HCM vendors paint a picture
of predictive analytics at the touch of a button. There is no button, there are
a lot of hard yards involved in designing processes and building people’s
skills to generate hypotheses for testing and then applying the insights so
that action follows. The technology does not do this for you. But if you make
the effort, it's worth it.”

Figure 9: HR executives believe new HR technologies will require a
significant change to HR roles.
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KPMG's DiClaudio adds, “We tend not to use data science analysis but
instead turn to the ‘out-of-the box’ analysis from the system of record. There
are often big promises from vendors about that type of analytics capability.
But, in reality, this quickly becomes an exercise in reactively describing what
has already happened, versus what could happen. True analytics capability
simply requires more effort.”

We have found that, for HR to extract real value from data analytics, multiple
aspects need to be factored in, including

— Configuring information flows and deciding who sees what information
for which purpose

— Designing decision-making processes, roles, and governance
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— Working out how rare data science skills can be accessed across
organizational boundaries and applied to maximum effect

— Building business partners’ skills so they can tell relevant stories that
contextualize the data to drive action; that's also likely why Pathfinding
HR organizations ranked this as one of the top roles to invest in over the
next 2-3 years

— Designing data visualization solutions so that data consumers can easily
understand the most pressing issues

To that point, Citizen’s Financial Group’s LaMonica highlights the level of
effort and focus on data and analytics. She says, “We have spent a lot of
time creating an infrastructure to support our data analytics capability.
We now have a single repository of all employee data that is connected
to other key data sources, from which we are able to extract performance
data. By performance data, | just don’t mean performance review data, but
productivity data, sales data, financial data together in one dashboard.”

Figure 10: Enhancing analytics capabilities is a growing investment priority.

Ranking of top 3 reasons for tech investments

Replace legacy technologies %36

I
D
\©

o)
Migrate data to the cloud %27

Integrate with firm-wide ERP systems

)
o X
By
O lE
w

%39

Enhance digital services for employees

%46

Enhance analytics capabilities

%38
Secure privacy of employee data %14

%39
Undertaken as part of a larger HR transformation %44
effort %37
Better support the employee experience through %36

enterprise service management technology %20

Counterparts . Pathfinding HR .

Note: Respondents ranked top 3, thus data does not add up to 100%

| 36 HRECHO

Digital dexterity: HR's next frontier

In order to realize the true value of data analytics, HR teams also need to
experiment with new technologies and integrate them into their day-to-day
practices. Yet, HR is still far from achieving this goal, argues KPMG's Bolton:
“Compared with other functions, HR is probably the furthest from being
digitally dexterous — from being switched on and rising to this challenge.

So much so that you've got CIOs saying, ‘Well, I'm going to take over the
workforce-of-the-future agenda because HR’s doing nothing.”

When it comes to utilizing data analytics within the workplace, the
Pathfinding HR organizations are ahead of the game. They reported higher
proficiency levels in the use of advanced data and analytics. On average,
they were 5x more likely to rank their use of more advanced analytics as
“very proficient,” such as:

— ldentifying root causes of attrition in specific populations
— Differentiating behaviors of high versus low performers
— Spotting burn-out and disengagement

— Tracking data beyond the traditional HR system to understand patterns of
behavior via email, chat, calendar, social media, etc.

LaMonica confirms Citizen’s Financial Group has used data analytics
specifically to identify employees more prone to turnover: “We are using
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data analytics to identify which colleagues are at risk of attrition, and making
targeted interventions accordingly — particularly for highest-performing
colleagues — in order to mitigate potential turnover,” she says. “We've
identified a number of factors that would make a colleague more apt to
turnover, and we've actually seen some very positive results in that regard.”

Four ways Pathfinding HR functions are using
analytical insights to drive people performance:

1 Investing in both technology and capability within the HR function.
This extends beyond the basic out-of-the-box technology functionality
from cloud HCM vendors to include thinking about data visualization,
sophisticated analytics, and integration of HCM data with business
metrics such as customer experience, productivity, and collaboration.

2 Building insights from integrating and analyzing data in real time across
different data sources to understand the signals that point to emerging
issues and opportunities. This includes combining data from the HR
function, from the broader organization and from external data sources.

3 Taking a hypothesis-driven approach by working with the leadership
team to use data to answer critical business issues and questions such
as: which capabilities will drive competitive advantage? Which teams
create sustainable performance along with team member wellbeing?
What leadership factors drive innovation in our business?

4 Adopting an evidence-based mind-set so that common and best
practices are subject to a rigorous evaluation of validity and relevance.

Figure 11: Experimentation with Al and related technologies will increase for
HR within the next 2 to 3 years.
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Conclusion

“This is all very interesting, but what should | do?” As we have evolved this
research over 20 plus years, we are consistently asked this question by
HR leaders. In 2020, we can see a path forward for HR that requires some
fundamentally new thinking about what HR does and how it is built to
deliver.

The way forward may start with discrete adoption of workforce shaping
or piloting a more digital experience in one of their business units. In our
view, these interim steps are only going to be helpful if they catalyze a more
thorough rebuilding of HR capabilities.

Some HR organizations are indeed using the disruption they are facing to
justify a multiyear roadmap that integrates changes to service delivery,
people capabilities, technology, process, and data to create a more worker-
centric HR function. They are also seeking to stimulate similar changes in
their peer functions, changing traditional ways of working to better align to
the future of work.

The power of the next generation of HR isn't in pursuing disconnected
capabilities; rather, it is in creating a holistic and mutually reinforcing
"whole system” approach to building the workforce (and organization) of
the future. It lies in an organization’s ability to integrate new capabilities,
taking a worker-centric view while addressing cultural shifts and embracing
an increasingly digital workforce.

How KPMG can help?

At KPMG member firms, our HR consultants understand these challenges
and opportunities and are working shoulder-to-shoulder with businesses
like yours every day. We're delivering the experience, research, and industry
know-how organizations need to define the Future of HR — now. For more
information, we encourage you to contact any of the contributors listed in
the publication or your local KPMG member firm. More information about
this research can be found at home.kpmg/futureofhr.
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HR trend watcher Josh Bersin on why HR teams need to be designed for
agility and act locally with global coordination

HR has been on quite a journey - beginning as a back-office, transactional
function, then evolving to service delivery and business partner consulting.
And today, HR has become the hero of the moment, leading company
responses to the pandemic.

HR leaders and their teams are now at the centre of the organisation’s safety,
crisis management, workforce planning, and communications policies -
areas that are absolutely front of mind for every worker. Related decisions
and programs must come together very quickly, which means operating
with extreme agility.

We've learned that absolute centralized control is not the best answer for
this time. While HR leaders may still need centres of excellence for safety and
pay policies, recruitment procedures, and employee relations policies, the
ability for local teams to react and make decisions is a critical during a crisis
like COVID.

Doing things differently

One of the alarming facts about the pandemic is that it is so unpredictable.
We don’t know where or when the virus is going to flare up next, or when
it's going to cease. Business conditions will vary according to the pandemic’s
local status. As a result, leaders need to design HR programmes and policies
so that they can flex quickly - city to city, country to country - so they can
adapt locally as needed. Rather than relying on time-consuming, top-down
decision-making hierarchies, the most successful HR teams are putting into
place cross functional teams, collaborative design, and employee feedback
mechanisms to help shape programs and policies.

Previously, HR teams needed to design a new employee programs — such
as a performance management, a leadership or training program, or a
rewards initiative — they would spend months, even years, carefully building
consensus, getting everybody in the company involved and coming up with
ideas everyone could agree on. That approach just doesn’t work anymore.

Now we are finding the opposite is true. The best approach now is to design
something quickly that works, listen to the people who are using it - and
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then adapt it as required. For example, PepsiCo developed its pandemic
response policies and programs in weeks. In the past, such an effort would
have taken years of coordination.

This pandemic is greater than any single executive or team. To thrive, we
must trust and empower. For HR, that means structuring the organization
around a federated model and designing for ongoing collaboration,
communication, and coordination.

The author is an internationally recognised analyst, educator, and thought
leader in the global talent market, and is a frequently-quoted commentator
on the world of work, HR and leadership practices. He is also dean of the
Josh Bersin Academy, the world’s first global development academy for HR
and talent professionals at all levels and across all industries. Learn more by
downloading a copy of the The Big Reset Playbook: What's Working Now.
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Remote Work in the MENA Poll

The Remote Work in the MENA poll, conducted recently by Bayt.com, the
Middle East’s #1 job site, revealed that almost three-quarters (74%) of
professionals prefer jobs that allow them to work remotely.

As aresult of the global outbreak of COVID-19, countless organizations in the
region have enabled remote work for their employees. According to the poll
respondents, remote work offers employees a variety of benefits including
flexible working hours (35%), increased productivity (30%), possibility of
saving on transportation, food and other expenses (24%) and increased
quality time with family (9%).

Ola Haddad, Director of Human Resources at Bayt.com said: “The recent shift
towards remote work has radically changed the way most MENA businesses
operate. Post pandemic, many companies will likely continue offering
flexible and remote work to save money and boost employee morale. Our
Remote Work poll explores emerging trends while the region transitions into
a new normal.”

As MENA enterprises enable remote work at scale for a majority of their
workforce, most companies have ensured that employees have seamless
access to their workplace apps in the device they carry, and that they
develop meaningful relationships digitally. A majority of survey respondents
(87%) say that they have all the resources and tools they need to carry out
their job remotely.

Interestingly, 50% of professionals believe that there’s more room for
professional growth while working remotely, and 21% said professional
growth is not impacted by work arrangements. According to 89% of the
survey respondents, MENA companies will start favoring employees who
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can carry out their jobs independently and remotely.

Furthermore, digital workplace solutions improve worker productivity
by enabling them to connect and collaborate with fellow employees
efficiently. More than three-quarters of respondents (79%) agree that virtual
communication is a good enough substitute to physical communication
between their colleagues and managers.

In fact, facilitating remote access can lower equipment costs, reduce office
overhead, and boost employee productivity. This is especially true for
employees who value autonomy while they work -41% of respondents said
that they work best without direct supervision and 40% work best with some
supervision but not a lot. Only 10% say that they need direct supervision to
keep them on track.

The COVID-19 pandemic may have presented MENA employers the
opportunity to rethink the way they work. More companies are set to
embrace remote work in the future. A whopping 90% of survey respondents
expect remote work to increase over the next few years while only 5% don’t
see the trend taking off.

As for bumps on the path towards remote work, some professionals want
to work with other people in the office because that's how they get their
energy. According to the survey, challenges most commonly associated
with working remotely include feeling lonely or disconnected from in-
office employees (24%), absence of opportunities to learn from colleagues
and managers (20%), distractions and absence of a professional work
environment (19%) and overwork / inability to disconnect from work (9%).

Employees enjoy the conveniences of home offices, and those with young
children have more flexible schedules —-85% of survey respondents say that
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they are able to create a similar work environment to that in the office at
their homes.

Data for the Remote Work in the MENA poll 2020 was collected online
from May 3, 2020 to June 9, 2020. Results are based on a sample of 2748
respondents from the following countries: UAE, KSA, Kuwait, Oman, Bahrain,
Lebanon, Jordan, Iraq, Palestine, Syria, Egypt, Morocco, Algeria, Tunisia,
Libya, Sudan and others.

How to Successfully Manage Telecommuting

As more and more companies across the region are asking their employees
to work from home, many questions are rising up about how that can be
managed.

In light of the ongoing Coronavirus (COVID-19) outbreaks, working remotely
is becoming an ideal means to remain in the workforce and to continue to
be productive thereby maintaining all the tangible benefits of being part of
an established company, while enjoying all the advantages of being based
at home. Most importantly, this arrangement is aimed at minimizing any
unnecessary physical contact and mass gatherings that could result in a
further spread of the Coronavirus in the Middle East.

However, working from home has its potential pitfalls and challenges
that everyone need to prepare for to mitigate any further obstacles to
maintaining productivity and well-being.

The key concern for every employer is whether an employee can be as
effective working from home as they are when at the office. How can you
make sure that communication is seamless within the team and that all data
is secure?
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In essence, virtual teams are different because they don't communicate
and interact in a traditional face-to-face manner; however, it is possible to
successfully manage telecommuting as long as you plan well for it:

1 Setyourteam objectives: Though members of your team may be working
remotely they need to operate as one unit. A well communicated set
of objectives and goals will ensure everyone is on the same page. Also
make sure each member of your team knows exactly how they are
contributing to achieve the set objectives. If your telecommuting team
members think they are working individually, they will act individually;
but if they know they are working towards a common objective they will
be more active in collaborating with other team members.

2 Use the right technology: Using the right technology and online tools
is important for the success of your telecommunication program. Make
sure your team members who are working from home have access to
the internet, audio-conferencing, file sharing and other software for
collaborating. You also need to understand the software and tools that
your employees use on a day-to-day basis and the associated security
risks involved, so make sure you take this into account in your overall
telecommuting plan. Ensure that sensitive data such as contracts and
client lists are available for viewing only. Carefully assess such things
prior to allowing employees to work offsite, to avoid technical glitches
and data leaks.

Even for large events or conferences, you also have the option to conduct
this fully online via tools like vFairs. This tool is an extremely useful and
cost-effective alternative to physical events and conferences, especially
in the middle of the COVID-19 global outbreak.

3 Communicate often: To make sure that your telecommuting team does
not feel isolated, arrange for weekly or short daily teleconferences.
Regular communication will also keep your team motivated and
engaged.

4. Proactively manage their workload: Be extra diligent in workload
management to ensure that work is completed on time. Explicitly
communicate the deadline to your telecommuting team when
assigning tasks. If the project has a six-week course for completion,
then break it up into weekly phased completion. This will ensure that
your project delivery stays on course and achievable. Telecommuting
can be a valuable option for employees and helps to establish you as a
considerate employer.

HRECHO 53 |




Advantages and Disadvantages of Working
From Home

Now, as an HR professional who is trying to help employees navigate through
this new work arrangement, it is good to be aware of the advantages and the
disadvantages of working from home. And despite the fact that remote work
is becoming the favored option to counter the spread of communicable
diseases, it can actually be a very smart way to increase employees’ sense
of independence and flexibility with work. Here are some of the highlights:

Advantages

1. Saving on hidden costs

By working at home, employees save on many hidden costs associated with
going to work. These include costs of commuting, car wear and tear, fuel,
road taxes, parking as well as indirect costs such as expensive professional
wardrobes and the dry-cleaning of those. Often they can also save on older
children’s care arrangements although for younger children it is highly
unadvisable to forgo the childcare arrangement and try to balance close
care and supervision with the demands of the job.

2. Flexibility

This doesn't just relate to timings either although the flexibility to determine
one’s own work hours to some extent is the most important aspect of this.
Employees can also determine their environment, lighting, temperature,
setting, mood; basically work in the framework that suits them best and
makes them happiest and most productive.
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3. Less distractions

Coworkers banter and distractions, unnecessary interruptions, unimportant
meetings can all be avoided if employees are safely at home and sealed off
in their own environment which they have barricaded from any possible
interruptions.

4. Proximity to home and family

For many, the physical proximity to family and the convenience of being
at home are tremendously comforting. For parents it can be especially
pacifying to know that they are very near to their children and available
should they be needed for any reason. This also applies in the case of elderly
care.

5. Less stress

The stress of commuting in bumper-to-bumper traffic at rush hour in many
countries is extremely counterproductive and can lead to disgruntled
workers who are already exhausted and worn before they have even begun
their day. This is especially true where the workplace is far from the office.
Other stresses often cited include unfriendly coworkers, a suboptimal work
environment and constant distractions.

6. More productivity

Removed from the stresses and distractions of the workplace and working
independently in their own preferred environment at their own pace,
professionals are often a lot happier and a lot more productive.

7. Better health

Often with long commutes and anywhere from 1 to 3 hours a day spent
getting to and from the workplace both physical and mental health are
adversely impacted; the former as the exercise hours are usually the first
to go and the latter due to the stresses associated with both the commute
and the workplace itself. By working at home, the commuting time saved
enables employees to resume physical exercise (ideally from home), as well
as to take care of their general physical and mental well-being.

8. Better work/life balance

Work/life balance, the aspiration of the modern professional, is often
achieved and tuned to satisfaction through a working at home arrangement,
particularly when a professional has the flexibility to report into the office
and work from the office partially as an option and can fine-tune the
arrangement to achieve the most optimal balance.
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Disadvantages

1. Isolation

Often, professionals working from home complain of isolation and loneliness
given their removal from their bosses and coworkers, and this can be very
depressing to some. Since the workplace provides a location to meet people
and make friends for many, professionals working from home have to be
more creative and resourceful in getting to know people and in staying in
touch with their colleagues.

2. Distractions

Although office distractions are avoided by working at home, different
distractions may arise. Interruptions from children, work, neighbours, friends,
family may be very disruptive and special efforts must be made to make it
known that employees are actually working and unavailable for interruption
within work hours despite their physical presence at home.

3. Difficulty in separating home from work

The temptation to engage in household matters since employees are at
home is often very strong. Suddenly they may start feeling obliged to clean
the home, do the shopping, the childcare, the cooking, the home finances
and the socializing all while meeting the full requirements of the job too. It is
essential to draw the line between home and work so as to avoid both areas
suffering.

4. Work doesn’t end

Since there is no-one looking over employees’ shoulder enforcing strict
hours, they may feel tempted to work endlessly. This pressure to work
endlessly may be compounded by the fact that they feel there are greater
expectations made of them as home-workers or by self-imposed pressures
to prove themselves and their abilities in this arrangement. Moreover the
lack of physical separation between home and work may add to this pressure
to work endlessly.

How to Continue Your Business Operations in
Face of Coronavirus

As COVID-19 continues to spread around the Middle East and the globe,
businesses are rushing to understand the impact of this on their viability,
how they can continue their operations, and what arrangements they need
to make for their employees and clients.

Various countries have already announced country-wide lockdowns. Several
countries are placing strict measures on travel, movements, and gatherings
in effort to slow down the spread of Coronavirus.
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These measures have left organizations big and small wondering about their

ability to implement remote work options, resorting to technology to run
their operations, and to search every possible alternative to maintain a sense
of normalcy.

While this sudden shift is causing a lot of panic and uncertainty, it is also
shedding light on how powerful technology can bein this critical time. We are
coming to realize that there is a plethora of tools and software that supports
just about every kind of virtual business function. From teleconferencing,
to shared projects, to online hiring and talent management, and all the way
to virtually simulated events and conferences, the possibilities are massive.

Many companies, especially those that already operate in the technology
field are finding the shift less cumbersome (think of social media companies,
digital news outlets, software providers, and such). Other establishments
that are more heavily dependent on physical contact (such as restaurants,
retailers, government agencies, etc.) are a bit challenged with this task.

Nonetheless, it is vital that all kinds of organizations and sectors quickly look
at utilizing virtual and online technologies to minimize the economic and
financial burden that is already surfacing due to COVID-19. Similar to how
cities and entire countries are going on lockdown to curb the spread of the
virus; businesses, organizations, and governments can (and should) quickly
deploy tools that minimize physical contact in order to ensure some form of
business continuity.

Here are some tools and strategies that can help businesses navigate
through this phase.

1. Fully online talent sourcing

For those wondering how hiring can take place while most of the world is on
lockdown, the answer is online recruitment. Today’s technology means that
the entire process of searching and locating your future employees can take
place 100% online and with zero physical contact.
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Well-known Job  Postings and highly utilized CV Search tools allow
companies to maintain their talent sourcing efforts. Recruiters can announce
their vacancies, utilize automated filters and screening questionnaires, and
communicate online with the desired candidates.

These tools are not only accessible from anywhere and anytime, they can
actually be shared and utilized by multiple members of the same team. CVs
can be shared, annotated, tagged, and sorted into folders so that remote
teams can collaborate and maintain their hiring rhythm.

2. Interviews and assessments without
physical contact

Some companies are also worrying about the ability to assess and interview
candidates. Typically this step is done through a face-to-face job interview,
a panel interview, or an in-office assessment. But, even for this step, there
are virtual and highly effective alternatives that deem physical contact
completely unnecessary.

With tools like Evalufy, companies can measure candidates against
their benchmarks with customized assessments, video responses and
collaborative scoring. These tools fully streamline the assessment and
interviewing process since companies can send their assignment to many
candidates at once. Respondents then record their answers, which in turn
can be viewed, scored, and discussed among the hiring teams.

Similarly, more specialized tests and role-specific assessments can be
conducted and scored fully online. Employer tests are often vital steps for
hiring companies, and just because they cannot be administered physically,
that doesn’t mean there is no possibility to conduct them fully remotely.

3. 100% virtual customized events

Conferences, tradeshows, exhibitions, expos, career fairs, trade shows,
and various other events across the Middle East and the globe have been
cancelled or postponed indefinitely due to the Coronavirus spread. Yet, the
good news is virtual reality and simulation technology is now advanced
enough to provide a fully virtual event experience.

vFairsis a widely used platform that provides customized virtual event
experiences. Governments, universities, and companies around the world
are utilizing this technology to carry on with their vital events and operations
that need to be conducted at a large scale with no physical contact at all.

4. Streamlined collaborative employee
onboarding

Even once a new employee is found and offered the job, the onboarding
process can also take place in an online and safe environment. This step
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typically involves lots of paperwork, logistics, software and access set up,

training, and endless coordination. But there are possibilities to conduct it in
a streamlined and efficient online manner.

With tools like AfterHire, businesses facing the uncertainty of COVID-19
have the option of automating onboarding flows, tracking the progress
of onboarding virtually, collaborating with the remote teams involved
in onboarding (i.e. IT, Finance, Administration, etc.), protecting sensitive
data and ensuring it is only accessed by the right personnel, consolidating
all employee data, and overall ensuring the process is done much more
efficiently and accurately than any traditional method.

5. Remote employee management and
engagement

Running a fully remote team, department, or entire company may sound
daunting at first. But once a strategy is placed and all essential tools are
deployed, there is little reason to worry. Yes, proactive management and
frequent communication is required, but it should all be manageable.

In regards to collaboration, communication, project management, and the
fun day-to-day matters, here are some tools to get you on the right track.

Communication:

Make sure your entire workforce has access to instant chatting tools besides
their email. Tools like Hangouts, Teams, Slack, or even WhatsApp should be
sufficient for this purpose.

Cloud storage:

Access to data is vital for getting business done. Enable your teams’ access
to cloud data through Google Drive, DropBox, or any similar storage tool.
However, be sure to involve your infrastructure team and management
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to keep data secure and assign the correct access levels so you can avoid
potential cybersecurity threats.

Video and audio conferencing:

You want to be able to communicate with your teams often and in a way
that's as close to real life as possible. Teleconferencing will be very useful
for conducting brainstorming sessions and large meetings, sharing quick
updates and feedback, and even for having a daily huddle to set the rhythm
and check on progress. There are many well-known tools out there in this
regard including Skype, Hangouts, and Zoom.

Project management:

Things can get complex especially when working on multi-faceted projects
with multiple stakeholders and data points. It is important to provide your
teams with access to project management software like Trello, Asana, Jira,
and such.

How to Make the Most out of Your Virtual
Meetings

Does your team spend their time texting and sending emails during virtual
meetings? This isn't a good sign. Teams gather for a meeting for a reason,
and a major part of it is listening. So, if they're not listening to what's being
said...What's the point?

The virtual meeting room should be a hotbed for brainstorming creative
ideas that employees would be excited to gather in and that would approach
with a sense of mindfulness. However, that is not always the case. Meetings
can be a waste of time if they’re not done in the right way and with the right
attitude.

Here are some simple yet effective tips that you can try out:

1. Start off with a kick

Meetings often flop from the get-go, especially when the team has to sit
and wait for everyone that struggles to come in on time. Not to mention
the ones that don’t even make it at all. Others will want to start their own off
topic discussions, which can make it quite difficult to get everyone on track
and focused on the important stuff and forget about the unrelated topics.
Punctuality is key when it comes to meetings, and you need to make sure
that everyone understands that.

2. Encourage engagement

If you constantly find yourself the only one that’s talking and sharing their
ideas in meetings, then you might have a problem. You can increase your
employee engagement by asking questions and facilitating a positive and
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friendly atmosphere where everyone in the meeting feels comfortable to get
involved and express their points of views. But, while maintaining control of
the discussion, you don’t want your employees to lead the meeting off-track.

3. Spice things up

You can't expect to have a productive meeting when it’s just you reading
out bullet points from a piece of paper or a slide show with a monotone
voice. If you want to keep your meetings interesting and worth attending,
you'll need to add some variety and change this up a bit. This can encourage
your employees to participate and most importantly keep them from getting
bored. You should approach your meetings with some level of flexibility and
be open to new ideas and suggestions from your staff. Maybe they would
prefer you to use more visuals and less jargon, for example.

4. Conclude with action-plans

Meetings are made to clarify certain issues and topics and come up with
decisions and action-plans. During a discussion, it is pivotal to end it with an
action-based conclusion, even if there are many disagreements. Some ideas
have to be compromised, as not all can be implemented.

And when you agree on an idea or concept, and further action-based
decisions have been made, you'll need to break it down into achievable
tasks and assign appropriate people to do them with a set time limit. To

take things even further, you should also assign someone to take note of
all decisions made and tasks given and form a to-do list in a place where all
people involved can refer to, in order to stay on track.
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We Congratulate the leaders and the pﬂ ple o :

United Arab Emirates on its 49
May the United Arab Emirates continue to pro

Z00M
Zoom Middle East Equipment Dubai Branch
P.O. Box 27518 Unit 1913, Tamani Arts Offices Business Bay, Dubai- U.A.E.
Tel: +971 4 580 7998 | Mob: +971 50 716 8189 | Email: info.dxb@zoom-lift.com
www zoom-lift.com
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Congratulations to
H.H. Sheikh Khalifa Bin Zayed Al Nahyan
President of the United Arab Emirates
And H.H. Sheikh Mohammed Bin Rashid Al Maktoum
Vice Prasident, Prime Minister of UAE and Ruler of Dubai
And H.H. Sheikh Mochammed Bin Zayed Al Nahyan
Crown Prince of Abu Dhabi And their Highnesses, the Members of
the supreme council, the rulers of Emirates
And the people of the United Arab Emirates
On The ﬁ.usl:m:luus Occasion of The

POLEFIN
POLEFIN INDUSTRIES DMCC
307 HDS Business Centre Tower Cluster M, Jumeirah Lakes Towers (JLT) Dubai - UAE
Maobile: +371 56 420 4819 | Landline: +971 4 232 53 29
Email: avp@polefinindustries.com | Website: www.polefinindustries.com

HAPPY NATIONAL DAY

We Congratulate the leaders and the people of

United Arab Emirates on its 49th National Day.
May the United Arab Emirates continue to progress and prosper.

°
We offer a wide range of lifts which are just as perfect for your
E Z Z ] home as well as for public and commercial buildings.
o Explore our lift solutions with unique designs!

OR EVER % PA
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EVERY ’DETAIL MAT ERS

AVEZZI Lifts LLC | 403, 4th floor, SIT Tower, Dubai Silicon Oasis, Dubai
L +971 58 587 2915 mmenquiry@avezzilifts.com @ www.avezzilifts.com
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